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Introduction 

Every day, people come to the community pharmacy for advice about minor ailments 
Members of the public present to pharmacists and their staff in three ways: 

• Requesting advice about symptoms 

• Asking to purchase a named medicine 

• Requiring general health advice (e.g. about dietary supplements) 

The pharmacist's role in responding to symptoms and overseeing the sale of over-the- 
counter (OTC) medicines is substantial and requires a mix of knowledge and skills in the 
area of diseases and their treatment. 

In addition, pharmacists are responsible for ensuring that their staffs provide appropriate 
advice and recommendations. 

Ifria AIL ±±L ^j^ ±±\j\\ ^1 CjLilaJt <_>a*J ^J j 

•S General communication skills. 

•S What information is gathered by pharmacy staff? 

•S How is the information gathered by the pharmacy staff? 

S Issues to be considered by pharmacy staff before giving advice. 

•/ Rational content of advice given by pharmacy staff. 

•S How is the advice given? 

•S Rational product choice made by pharmacy staff. 

/ Referral. 

Key skills are: 

Differentiation between minor and more serious symptoms 

Listening skills 

Questioning skills 

Treatment choices based on evidence of effectiveness 

The ability to pass these skills on by acting as a role model for other pharmacy 

staff. 

Working in partnership with patients 

Pharmacists must be skilled and knowledgeable about medicines and about the likely 
causes of illness. 

Many patients will in fact be healthy people and may be experts in their own and their 
children's health. 
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Note that: The patient may have 

Experienced the same or a similar condition in the past 
Tried different treatments already 
Their own ideas about possible causes 
Views about different sorts of treatments 
Preferences for certain treatment approaches 

The pharmacist needs to take this into account in the consultation with the patient and to 
enable patients to participate by actively eliciting their views and preferences. 

Not all patients will want to engage in decision making about how to manage their 
symptoms but some will want the pharmacist to simply make a decision on their behalf. 
What the pharmacist needs to do is to find out what the patient wants. 



Part one 



(jjJt^a ^gi^Jt^i jt^iVuna Ls l\ frU^J <Jl Lai 
A \\* /\ ^jjal^c-i ^<a _3 'J ^' _g] 

Responding to a request for a named product 

A nt n Sjai SjJlc 5 J (j^ajj^It (jl ii]jLu&l ^ » JaS ajV " 4jIc jjlc " o^*- 4 ^'i- 1 jj^ UJ% J "*^J?J ■** ^ 

4-il |_j-i«-4J 

Has used the medicine before for the same or a similar condition and is familiar with it 
The previous knowledge and experience of the customer 
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. jLuiii <UJ LJJI iS Jjii »JS 4a) u ^iJt £t **************** v.| 
. AliuiVt JJC Jlij **************** Luli 

• A suggested sequence in response to a request for a named product 

Ask whether the person has used the medicine before . . . 

yes <jUVICijI£j] **** Vj! 

whether other medicines are being taken J^ 

No <jUVI CijI£ j] **** Ujlii 

******************* tl 

Has it been recommended by a friend or family member? 
Have they seen an advertisement for it? 

To follow the sequence for responding to requests for advice about symptoms 

( Lfrlu "'' ^gill 'UlaiVi j CllLajLt-ajt A-a^ '"'J**- (j-« ) (JjoUjI (j-a (jjfr^oj (j-a S la ■ ^ (_>alxl]t ^ liijlj Aa. j 

Regular customers( ^^1 ojWj): whom the individual's medication history is known 
The pharmacy patient medication records (PMRs) 

Source of back-up information for regular customers 
New customers: 

More questions are likely to be needed. 
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Responding to a request for help with symptoms 

1) Information gathering 

2) Decision making 

3) Treatment 

4) Outcome 

Information gathering 

1 - Developing rapport 

2- Listening 

3- Questioning 

What treatments (if any) have helped before? 
What medications are being taken regularly? 
What the patient's ideas, concerns are about their problem and possible treatment? 

(j^aJj-alj p LaJjuj V I p LalmV I pLftlmVI ojlg-a ^gJa S«i p jjJa_*Ajl ^ .iC-LouA A -\\-^ j^\ j 

Open-type questions 

^]c. JjA^xaJ! ^ ljji& a^C-Luilui <La!>l£ ^gifr ClllaJjillI f.ijui j 4jt-a (Jfrliili j (j^aJj-al] pLalui^l (^3 lilijlg-a 

A i jaJ >iaj| <uLa. (jc- <Lal£Jt S J j ■ ^31 

fjUj ^fc Jli» j 

rcjjlioba jA j Ajc-IIj <JLaJI ' J "^j'''j (jiaJj-ajt jglaJSA Ig-ii (_^0' J 4j1 u 'VI (j- 4 P_J^ ^ 4_LaAt UiauJajjA ^^Jjl j 

Patient: Can you give me something for my piles (j^M 1 )? 

Pharmacist: I'm sure I can. 

To help me give the best advice, I'd like a bit more information from you, 

So I need to ask a few questions. 

Is that OK? 
Patient: That's fine. 
Pharmacist: Could you just tell me what sort of trouble you get with your piles? 

Open-type questions 

(C_J Ajii\2 (_3^}JaJ (JLaiJJ (j^-a-a jA j 

How does that affect you? 
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What sort of problems does it cause you? 

Patient: Well, I get spells of bleeding and soreness. It's been going on for years . 
Pharmacist: You say years? J^^l j$'£ 
Patient: Yes, on and off for 20 years since my last pregnancy . 
I've seen my doctor several times and had them injected , but it keeps coming back . 
My doctor said that I'd have to have an operation but I don't want one; 
Can you give me some suppositories to stop them bleeding ? 
Pharmacist: Bleeding . . . ? JeliiJI j£ii 
Patient: Yes, every time I go to the toilet blood splashes around the bowl. It's bright red. 

Direct questions 

Pharmacist: How are your bowels (et*-»V!) . . . .? Has there been any change? 

Patient: No, they are fine, always regular 

Pharmacist: Can you tell me what sort of treatments you have used in the past? 

How effective they were ? 

What other medications are you taking at present ? 

Do you have any allergies ? 



Decision making 

triaging ^-»**l ~\u.^.„ aj& ciSjiim Uaj 

lAl*-a (JotYi (jS-a-a dy\ -s, i i,„il 4j| j S^_aSb_a<ajl <ULajl 5 _j j iaa 4^j.i 3 laJij A ^1 a ^jfr S_JUC SJ j 

( (_£jljJajt j iij.il j»Jl dlVLa. (_£ j) CjIjjJjI .JJ-J^J SLuia <^-£3 ' . '.). 4-Aa.JjL) p i <ajj al lg_i3 (J^Jjj (j^-a-a (JA <_5-J*J 

lg uiSl iJA <_£.} aiajjl j t_iiiiajl ojIj_)j ?cj *ajj ^^la j t ° j i taJJ ^^ia Ig-ioiLail (^jic- J ''^ ''.).' f-iaJ Ijlafr Aj^Ju al\ e-Lalc- ^j '-—» J 

o.j£ -ixJ 

■ r Uf)aJ UjIa^AJ lgj3 ?LA^aj]l J i <aaj <ULa. ^jifr Jlla eJ j 



Pharmacist : Could you tell me what sort of trouble you have had with your piles? 

Patient : Well, I get spells of bleeding and soreness . It's been going on for years , 
although seems worse this time .... 

Pharmacist : When you say worse, what does that mean? 

" — I 
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Patient : Well . . . my bowels have been playing up and I've had some diarrhea .... I 
have to go three or four times a day . . . and this has been going on for about 2 months . 



Furthermore, in making this clinical assessment, pharmacists incorporate management of 
certain conditions and make recommendations about this. 



Treatment 



Pharmacology, 

Therapeutics 

Pharmaceutics 

I^A j <CjaJ! jl*-« j <C^aJ! j <J£V! 4-iC.jij 4 a i taJJ 
( <_£J ) (jiaJ^yJ] <L<Aju! <lLaJ! slclj-a (^ j ... <_£jl 4 ag a <a*L». qa lilllj .la. j 

2^1,^-;SVI 4JUJI « 

( 1 U^ ' L^J^ ' l3^*-* ' UJ " ) 0^*U*^ ^AlAa^) (JjuJj jLjj^)Jj! • 

( q^jaW <1U. L-Luia. <J _lc )... Ajlcli jl&VI j AjjujLLJ! aM*1\ jllkj 4Jl*i SjU !i£ tillic. j] j 



Potential interactions, 
Cautions, 
Contraindications 
Adverse reaction 

4.1 aIt. 4J.il ^^c. pljj]! ( '"j ■ ajj j ajla-a j ^.t_a£ ,-Llu^a (jj^J (jUiic Sj <j£ 
<*li! f.Lai (j! liiicllj ^j'\;- "*'' Sjla. 4.».A>ji (Ja*_i& ^UILj Sj j 
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J! AjjJV V-u^ 

OTC 

^-=kl-=>. (JjJaSJJ ^_paJ^y» (J£ "b^Si (JjS UiS La <_£J j Ijll^J-llJ ^^1 4jj-iVI ^ ^paJ j-a1! (jiSlJJ j -fl ilj 

i^Sa J ... ;j* "**■ I 

-lisu ^^Al! j! Allal<Jl ^ AjI! j^. ^1 (JJjujjIaa]! 6jjl£-ll! 1—SjjoiJ v»aj; t"<lj\w <aJl (_p»-J 4j3 3 

!-l^A j AlaUill Clll-iUxl! j Cj\-3j^3j1...ia]1 ^ JL»J! <_£J AJC 

Outcome 

Minor 

r-^lxl] 4_ila j 4Jaa> j (j;»-« ClliSj ( _ 5 Ic (jiaJj-al] <JJ^ <j' >j J' CS"^ ' • '^J ^* J 

( aL) t Slaj fjA\ ^k £j\ja V 4jUs. j 4jUs. ^k ) -; Jlia j 

4-I^jaII 4JUJ! • 
(Jllj-la> j! <lLaJ! ,-i (jjataJil! A U^M ^ j 4ju11a1! jA '\;- tail jjJ (jj^JJ c£^>^^ I— lYLvJI (J^>» J /gi j 

J! C^U ^ j 
Long-term chronic 
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